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DANH GIA SlJ HAI LONG 
CUA NGlTCfl DAN DOI VCfl CHAT LlJdNG 

DICH VU HANH CHINH CONG TAI 
UBND QUAN GO VAP, TP. HO CHI MINH 

• NGO THI MY UNH 

TOM TAT: 
Nghien cffu nham xac dinh cac yd'u to' anh hffdng dd'n sff hai long ciia ngffdi dan khi thffc hidn 

dich vu hanh chinh cdng (DV HCC) tai quan Go Va'p, thdng qua dd danh gia sif hai long cua 
ngffdi dan dd'i vdi DV HCC tai quan Gd Vap, TP. Ho Chi Minh. Tff dd, dffa ra cac giai phap 
nham nang cao sff hai long ciia ngffdi dan khi sff dung DV HCC. 

Tuf khda: Sff hai long, dich vu hanh ehinh edng, quan Gd Va'p, TP. Hd Chi Minh. 

1. 0 a t v3'n dd 
Cai each thu tuc hanh chinh (TTHC) la khau 

ddt pha ciia cai each hanh chinh, dffdc Chinh phu 
thffdng xuyen quan tam va chu y de'n. Dd la vi 
TTHC hang ngay lidn quan de'n edng vide npi bp 
eua mpt cd quan, cap chinh quyen, cung nhff de'n 
cac td chffc va ca nhan, edng dan trong md'i quan 
he vdi Nha nffdc. Tuy vay, hien nay, cac TTHC 
cdn tdn tai nhffng ba't cap nhff: Rffdm ra, chdng 
cheo, effng nh§e... Bdn canh do, vide ban hanh 
TTHC CO luc, cd ndi con tuy lien, ke ea ban hanh 
"giay phep con"; each thffc giai quyd't thii tuc van 
cdn hidn tffdng effa quyen, hach sach, cham tre 
theo lo'i "dan can, quan khdng vdi", phai trai qua 
nhieu khau trung gian Idng vong; tham quyen, 
trach nhiem gi^i quye't thu tuc nhieu khi khdng rd. 

Chinh vi vay, vide day manh cai each TTHC la 
viec can thie't va cap bach; khdng chi nhin tff khia 
canh kinh td', ma cdn d khia canh xa hdi, de iff dd 
giup tie't kidm thdi gian cho ngffdi dan, nang eao 
nang Iffc chuyen mdn cua can bp - cdng chffc, gdp 
phan bai trff Id quan lieu, cffa quyen, hoi Id, lam 

trong sach bp may Nha nffdc. Do dd, bai vie't 
nghien cffu "Danh gia sff hai long ciia ngffdi dan 
ddi vdi chat Iffdng DV HCC tai UBND quan Go 
Vap, TP. Ho Chi Minh" de dffa ra cac giai phap 
nham nang cao sff hai long eua ngffdi dan khi sff 
dung DV HCV. 

2. Dd'i tffdng va phuToTng phap ngbidn cu'u 
Doi tuang nghien ciiu: Cac ye'u to' anh hffdng 

dd'n sff hiii long c^a ngffdi dan dd'i vdi DV HCC tai 
quan Gd Va'p. 

Phudng phdp nghien cdu: Bai viel sff dung 
phffdng phap nghien cffu dinh tinh de kham pha, 
dieu ehinh va bd sung cac bid'n quan sal diing de do 
Iffdng cac yen to'trong md hinh. Ddng thdi su'dung 
phffdng phap nghien cffu dinh Iffdng de danh gia 
do tin cay cua thang do, sau do kiem dinh cac gia 
Ihuye't nghidn cffu bang phffdng phap hdi quy. 

3. Kd't qua ngbidn ciJu 
3.1. Phdn tich he so Cronbach's Alpha 
Dffa tren md hinh nhan thffc cua khach hang ve 

chat Iffdng va sff thda man, cac md hinh nghidn 
cffu trffdc kd'l hdp nghien cffu van ban quy pham 
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Bang 1. Ket qua danh gia do tin cqy thang do cac nhan to anh hudng den siJ hdi long 

Bien quan sat 
Trung binh thang do 

neu loai bien 

PhUdng sai thang do 
neu loai bien 

Tuong quan vdi 
bien tong 

HSs^T Cronbach's 
Alpha nSii loai bien 

Thang do StJ tin (4y Cronbaclt'sAiptia = .888 

TC1 1 16.49 

TC2 

TC3 

TC4 

TC5 

15,38 

15 28 

15.71 

15.60 

11.343 

12.719 

12.495 

11.497 

11.600 

765 

674 

724 

785 

.702 

855 

.875 

865 

850 

871 

Thang <Jo Co sd v$t chSi Cronhach's Alpha = .881 

VC1 

VC2 

VC3 

VC4 

8.28 

8.23 

8.33 

8.26 

7.193 

6,785 

6.655 

6.415 

.714 

.773 

.724 

762 

.858 1 

.835 

.854 

.839 

Thang do Nang life nhan vien Cronbach's Alpha = .922 

NL1 

NL2 

NL3 

NL4 

NL5 

14.46 

14.64 

14 51 

14.44 

14.48 

11.499 

11.641 

11.651 

11.323 

11.592 

.781 

.792 

809 

.831 

.774 

.908 

.905 

902 

897 

.909 

Thang do That tf^ phijc vy Cronbach's Alpha =.899 

TBI 

Te2 

TBS 

TB4 

Tfl5 

TB6 

16.55 

16.72 

16.66 

16 65 

16.80 

16.73 

25.340 

23.285 

23.085 

23.479 

24.585 

23.431 

.718 

.770 

.760 

.720 

.652 

.744 

.883 

.874 

.875 

.882 

.892 

878 

Thang 6o SutJong cam Ctonbach's Alpha =.836 

DC1 

BC2 

BC3 

6.98 

6 02 

5 93 

3.158 

3.233 

2.903 

Thang do Quy trinh Cronbach's Alpha =.849 

QT1 

QT2 

QT3 

QT4 

10.74 

11.04 

11.29 

11.02 

5 567 

5.298 

5.667 

6.266 

.743 

.673 

.683 

614 

784 

.709 

.661 

.731 

.795 

791 

.841 

.770 

.801 

.822 

Thang do SU hai long Cronbach's Alpha =.810 

SHL1 

SHL2 

SHL3 

7 07 

7 02 

6.99 

3.529 

3.191 

4.021 

.683 

739 

.566 

.716 

.653 

.831 
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phap luSt, mo hinh nghidn cffu sff hai long eiia 
ngffdi dan ddi vdi chat Iffpng DV HCC tai UBND 
quan Gd Va'p dffdc hinh thanh. 

Hinh 1: Mo hinh nghien cOu cac yeu to anh 
hUdng <3en SL/ hai long cua ngUdi dan doi 
vdi DV HCC tgi quan Go Vd'p 

Bang 3. Ket qua phdn tich nhdn to EFA 
cuo cdc nhdn to 

S\l tin cdy k 
'- • ^ HI 

Cd sd vqt chd't V-^p 

Ndng life cua nhdn vien I—H3 ->- | Sij 

hdi 
Thai dp phuc vu 

I SL/ dong cam cua nhdn vien 1-^ 

Quy trinh thu tuc hdnh chinh 

Tff ke't qua Bang 1 cho thay: Cac bid'n quan 
sat deu cd Cronbach's Alpha > 0.6 va he sd' 
tffdng quan vdi bie'n long eiia ta't ea cac bie'n do 
Iffdng deu Idn hdn 0.3 ndn da tdp tin cay. Do do, 
ta't ca cae thang do deu dffdc dffa vao phan tich 
nhan to' EFA. 

3.2. Phdn tich nhdn to khdm phd (EFA) 

Bang 2. Ket qud kiem djnh KMO vd Bortlett 
SL/ hdi long 

He sdKMO {Kaiser-Meyer-Olkin) 

Kiem dmh 
Bartlett cua 
thang do 

Gia tri Chi binh phUOng 

Df 

Sig - mdc y nghia quan sat 

.850 

3847.714 

315 

000 

Nguon: SPSS 

Ke't qua phan tich EFA tai Bang 2 eho tha'y bid'n 
sff hai Idng ed he ,s6' KMO = 0.850 vdi mffc y nghia 
Sig = 0.00 < 0.05, chffng td eae bie'n quan sat cd 
tffdng quan chat vdi nhau nen dap ffng dffdc dieu 
kien cua phan tich nhan td'. Vdi lieu chuan 
Eigenvalue > 1, bid'n sff hai long dffdc riit trich 
thanh 1 nhan id'nhff sau: 

Ke't qud kiem dinh EFA: 
Tff ke't qua tai Bang 3 cho tha'y, ta't ea cac 

trpng so' deu Idn hdn 0,5 va sff chdnh lech trong 

Bien 
quan sat 

TB2 

TD3 

TD6 

TD1 

TD4 

TD5 

NL4 

NL3 

NL2 

NL1 

NL5 

TC4 

TCI 

TC3 

TC6 

TC2 

VC2 

VC4 

VC3 

VC1 

QT2 

QT3 

QT4 

QT1 

BC1 

DC3 

DC2 

H$ so tai nhan to ' 

1 

.851 

840 

831 

813 

.807 

.750 

2 

.896 

.876 

.869 

.860 

859 

3 

872 

.858 

.823 

.808 

.793 

4 

.879 

.867 

.844 

.843 

6 

.892 

.848 

.813 

771 

6 

.894 

.857 

.849 

Ngudn: SPSS 

sdnhan id'giffa cae cpt deu Idn hdn mffc lo'i ihidu 
0,3. nen chung ta chap nhan ke't qua kiem dinh 
EFA. Tdng phffdng sai trich = 72.335% > 50% cho 
tha'y 6 nhan tdnay giai thich dffdc 72 335% bid'n 
thidn ciia dff Udu. 
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Ben canh dd, kd't qua kiem dinh KMO va 
Bartlett eua cae nhan td anh hffdng dd'n sff hai long 
la 0.85 > 0.5 vdi mffc y nghia Sig = 0.00 < 0.05 eho 
thay cac bien cd tffdng quan chat che vdi nhau. 

Tff ke't qua phan lich hdi quy cho tha'y rang 
trong 6 nhan to': Sff tin cay (TC), Cd sd vat cha't 
(VC), Nang life nhan vidn (NL), Thai do phuc vu 
(TD), Sff ddng cam eua nhSn vidn (DC), Quy trinh 
TTHC (QT) ed anh hffdng va anh hffdng tich cffc 
den sff hai ldng. Trong do, nhan id cd sd vat chat 
cd anh hffdng manh nhat kd'dd la nhan tP'TC, QT, 
DC, TD theo phffdng trinh hdi quy: 

SHL = -0.793 + 0.201*TC + 0.184*NL 
+ 0.171*OT + 0.350*DC 
+ 0.303*VC + 0.105*TD 

Dieu do eho tha'y: 
Sff tin cay la ye'u td' thff nha't anh hffdng de'n sff 

hai long cffa ngffdi dan. Ne'u ngffdi dan cam tha'y 
lin cay quan Gd Va'p hay ndi each khac la trffdc 
day, khi de'n sff dung DV HCC tai quan Go Vap 
ngffdi dan da cam ihS'y lin lffdng thi nhffng lan sau 
dd ho cung cam tha'y hai long hdn. 

Nang Iffc nhan vidn la ye'u td'lhff hai anh hffdng 
de'n sff hai long ciia ngffdi dan. Ne'u nhan vidn td't, 
ed ky nang giai quyd't se tao dffdc sff tm tffdng va 
hai long eiia ngffdi dan dd'n lidn he cdng vide 

Quy trinh TTHC la ye'u td thff ba anh hffdng dd'n 
sff hai long eua ngffdi dan. Tuy quy trinh TTHC 
khdng phai la ye'u id dau tidn anh hffdng de'n sff 
hai long ciia ngffdi dan nhffng day eung la mdt 
nhan to'quan trpng anh hffdng de'n sff hai long cua 
ngffdi dan. Quy trinh thii tuc cang rd rang, chuan 
hda thi ngffdi dan se cang hai long hdn khi sff dung 
dich vu. 

Sff dong cam cua nhan vien la nhan td thff tff 
anh hffdng dd'n sff hai long cua ngffdi dan. Nhan 
vien cang hieu dffdc nhu cau eua ngffdi dan, quan 
tam giai quye't va giai quye't nhanh gpn, linh hoat 
se nang cao dffpc sff hai long cua ngffdi dan sau 
khi sff dung dich vu. 

Cd sd vat chat la nhan id' thff nam anh hffdng 
de'n sff hai Idng cua ngffdi dan. Mdt cd sd khang 
trang vdi eae thid't bi hien dai se tao dffdc an iffdng 
td't ddi vdi ngffdi dan khi dd'n sff dung DV HCC. 

Thai dd eua nhan vidn la ye'u to'cudi eung anh 
hffdng dd'n sff hai long eiia ngffdi dan. Tff dd cho 

thay ye'u td thai dd cd anh hffdng dd'n sff hai long 
ciia ngffdi dan, tuy nhidn day khdng phai la yeu td 
quyd't dmh. Vi hidn nay, TTHC di theo ed che mpi 
effa ndn ngffdi dan ehi tid'p xiic rat it vdi nhan vien. 

5. Mdt s6' giai phap dd xii3't 
Thii nhd't. chinh sdch ve Su tin cay: Xay dffng 

dpi ngii can bp cdng chffc vffa hdng - vffa chuydn, 
dap ffng td't yen eau nhidm vu dffdc giao. Xay 
dffng hd sd theo doi qua trinh lam vide, qui dinh 
trach nhidm rang bupc giffa cae phong ban, iffng 
can bp, nham dam bao kd't qua dau ra dffdc chinh 
xac. Phai ed sff pho'i hdp chat che giffa cac phdng 
ban chuyen mon, thffdng xuyen ra soat cii tidn 
quy trinh thu luc tff khau tid'p nhan, thu ly, lu^n 
chuyen va ira ke't qua dung thdi gian quy dinh. 
Can xay dffng chd'dp khen thffdng hdp ly, va phai 
xff ly ngay dd'i vdi cac can bd ed bieu hien tieu 
cffc, khdng de tai didn nhffng tidu cffc dd trong 
tffdng lai. 

Thu: hai, chinh sdch ve Ndng lUc nhdn viin: Can 
tap trung bdi dffdng, nang eao nang Iffc tri tue nhff 
tinh nhay ben, kha nang tff duy nhanh va khoa 
hpc, phan lich dung va kip thdi nhffng van de radi 
nay sinh; ddng thdi can hua'n luyen eho can bd 
eong chffc cac Idp ky nang ve chuydn mdn nghiep 
vu va ky nang giao tid'p hen canh dd can tuyen 
chpn can bp co nang Iffc va tam huye't. Can doi 
mdi hinh thffc d^o tao, bdi dffdng; npi dung bdi 
dffPng dao tao can dat ra cac tinh hud'ng cu the 
didn ra trong thffc id' dd ngffdi can bp, edng chffc 
giai quye't nham nang eao ky nang giai quyd't 
edng vide, tranh tinh trang hpc ly thuyd't xudng, 
khdng gan lien vdi thffc id'. Can ed che' dp khen 
thffdng nham tao dpng Iffe de can bd cdng chffc 
phan da'u hoan thanh nhiem vu bdn canh dd can 
kiem tra thanh tra thffdng xuyen de phat hidn kip 
thdi sai pham va ed hinh thffc xff ly phu hdp. Can 
thffc hidn td't vide giao due chinh tri, tff lffdng va 
y thffc trach nhidm do'i vdi nhan dan vdi dat nffdc 
ciia can bd, edng chffc. 

Thdba, chinh sdch ve Quy trinh TTHC: Thffdng 
xuyen ra soat hoac bai bo nhffng quy dinh khdng 
phu hdp ddn gian hoa TTHC nham loai bo nhffng 
thii tuc rffdm ra, chdng cheo. Cac cd quan, cap 
chinh quydn cd tham quyen ban hanh quy dinh 
TTHC can cd sff tham van iff cae nhan vien, can bo 
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ngffdi trffc tiep thffc thi cdng vu. Tid'p luc hoan 
thidn, kidn loan mo hinh cd ehd' "mot cffa", tid'n 
ldi xay dffng cd chd' "mpt cffa hen thong" giffa cae 
sd, ban, nganh cd chffc nang giai quyet TTHC. Xay 
dffng dpi ngu can bp, eong chffc cd pham cha't va 
nang Iffc dap ffng ydu cau xay dffng, phat trien ben 
vffng. Thffc hien De an tinh gpn bp may quan ly 
hanh chinh theo Nghi dinh sd 108/2014/ND-CP 
ngay 20/11/2014 eiia Chinh phii ve ehinh sach tinh 
gian bien che'. Tang cffdng cdng tae kiem tra, 
hffdng dan viec trien khai thffc hien TTHC; tid'p 
nhan, xff ty phan anh, kid'n nghi cua ca nhan, td 
chffc ve TTHC, quy dinh hanh chinh de hd trd viec 
nang eao chat Iffdng cac quy dinh hanh ehinh. Tie'p 
tuc doi mdi phffdng thffc lam vide eiia ed quan hanh 
chinh Nha nffdc, thffc hidn thdng nha't va nang cao 
thffc hidn cd che'"mdt effa", "mdt cffa lien thdng" 
tap trung tai bp phan tid'p nhan, tra ke't qua nham 
tang cffdng trach nhidm, nang eao cha't Iffdng va 
hidu qua phuc vu nhan dan. Tiep tuc md rdng ffng 
dung he thd'ng quan ly cha't Iffpng theo lieu chuan 
TCVN 9001:2008 vao hoal ddng eiia ed quan hanh 
ehinh Nha nffdc. 

Thii tit, chinh sdch ve Su dong cdm ciia nhdn 
vien: Bie't lang nghe mpt cac hieu qua, bie't kiem 
che' cam xiic, khi tie'p xiic vdi ngffdi dan phai biet 
hffdng ve phia ngffdidan,ludnnhin vaomat ho va 
bie't mim cffdi diing luc, khi ngffdi dan ndi, can bp 
giao dich can bay to sff chii y va khdng nen ngai ldi 
trff khi mud'n lam r5 mpt va'n de nao dd. Biel tie'p 
nhan thong tin phan hdi iff ngffdi dan de viec trao 
ddi tid'p nhan mang thdng tin hai chieu, giiip cho 
can bd giao dich nam bat thdng tm kip ihdi, linh 
boat xff ly hd sd tham mffu eho lanh dao de dffa ra 
nhffng cai lid'n va each lam td't nha't va giam bdt 
TTHC khdng can thie't trong giao dich. Can bp, 
cdng chffc la ngffdi tffdng t^c trffc tie'p vdi ngffdi 
dan, vi vay can bp, eong chffc can phai cam thdng 
va hieu ro nhu cau ciing nhff ndi khd ciia ngffdi 
dan. Nd'u dffdc vay, ngffdi dan se hai Idng hdn khi 
sff dung dich vu hanh ehinh cdng tai quan Gd Va'p. 
De ngffdi dan cd the cam nhan dffdc sff ddng cam 
nay thi can bp, edng chffc can ndu cao linh than 
trach nhidm trong cdng viec do ea nhan phu trach, 
khong ngffng nang cao hidu qua trong qua trinh 
thffc thu nhidm vu, khdng ed thai do thd d, vd trach 

nhidm hoac keo dai thdi gian giai quye't, gay 
nhung nhidu. Xay dffng phong each lam viec ciia 
can bp, cdng ehffe thffdng xuydn ddi mdi khi tham 
gia van hanh he thdng ISO mpt each khoa hpc, hdp 
ly, nghidm tiic, vui ve, nha nhan hdn trong giao 
tie'p. Quy trach nhiem lam vide eua can bd, cdng 
ehffe trong tffng khau xff ly, trong phid'u kiem soat 
quy trinh giai quye't hd sd, tranh dun day, ach tat 
trong edng vide. 

Thd ndm. chinh sdch ve Cd sd vat chat: Tai tru 
sd liep phan tid'p nhSn va tra hP sd can lap dat cac 
may tinh tra cffu va cae TTHC can dffdc cong khai 
trdn may tinh tra cffu, tai ed sd dff lieu qud'c gia ve 
TTHC dam bao thd'ng nha't, rd rang dd do'i chid'n 
Ira cffu ve loan bd quy trinh, van ban phap ly va 
cac mau bieu, td khai. Tai tru sd eung can bd tri 
nhieu khu vffc de ngffdi dan tim hieu thdng tin, 
xem tin tffe, doe bao didn tff, in an hd sd, thanh toan 
qua ngan hang tai chd, truy cap mang khong day 
mien phi trong thdi gian ehd ddi, xem cae trffng 
bay va hffdng cac dich vu cdng vdi g\i ffu dai. Can 
trang bi mdt khdng gian thoang mat tidn nghi, bd' 
tri tffng bp phan hdp ly, tao mdi trffdng than thien 
trong giao tid'p giffa edng ehffe va ngffdi dan ben 
canh dd can bd tri thdm quay hffdng dan, iff van 
each thffc, hd sd cac bffdc de tie'n hanh npp hd sd. 

Thvc sdu. chinh sdch ve Thdi do phuc vu: Do 
ngffdi dan dd'n giao dich tai bp phan tid'p nhan hd 
sd va tra kd't qua cd trinh dp hpe van nghe nghidp 
khac nhau ndn can bp edng chffc phai nhan thffc 
dffdc ddi tffdng tid'p xiic de ed hffdng dSn phii hdp 
vdi sff hieu bie't eua ngffdi dan, dam bao hffdng din 
ludn de thffc hien do'i vdi ngffdi dan, thffc hien 
dung npi quy, gid giac lam vide eua cd quan, luydt 
dd'i khdng gay phien ha, vdi vinh ddi vdi ngffdi dan 
vdi muc dich thu ldi rieng. Can kiem ira, giam sat 
vide thffc hien tie'p nhan hd sd theo quy trinh ISO 
cua eae ddn vi mdi each nghidm tiic d tffng ITnh vffc 
nham mang lai hidu qua nha't dmh irong qua trinh 
day manh cai each hanh chinh nha nffdc. Duy tri va 
eai tie'n viec phat phid'u la'y y kie'n cua ngffdi dan 
qua nhieu kenh thdng tin nham d^nh gia thai do 
can bd, cdng chffc vide giai quye't thu luc, quy tnnh 
va nang cao chat Iffdng theo lieu chuan ISO 
9001:2008 vdi phffdng cham "Vi dan phuc vu", 
"can, kiem, lidm, chinh, ehi cdng, vd tff" • 
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ASSESSING PEOPLE'S SATISFACTION 
ABOUT PUBLIC ADMINISTRATIVE SERVICES 

IN GO VAP DISTRICT, HO CHI MINH CITY 

• NGO THI MY UNH 
People's Committee of Ward 4, Go Vap District, Ho Chi Minhi City 

ABSTRACT: 
This study is to identify factors affecting people's satisfaction about public administrative 

services in Go Vap District, thereby assessing people's satisfaction about public administrative 
services in Go Vap District, Ho Chi Minh City. Based on results, this study proposes solutions to 
improve people's satisfaction about public administrative services. 

Keywords: Satisfaction, public administrative services. Go Vap District, Ho Chi Minh City. 
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